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Overview of the case study

/ * The implementation of artificial intelligence has b&

initiated by Hilton Hotels through testing the efficiency

of robots.

* They have partnered with IBM to develop their Watson
programming and enable them to experience the
efficiency of an automated robot named Connie.

* The first implementation of Connie within the hotel

service was done on the property of Hilton in Virginia

K (Mathis, 2020). J

(Mathis, 2020)
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                  Overview of the case study • The implementation of artificial intelligence has been initiated by Hilton Hotels through testing the efficiency of robots . • They have partnered with IBM to develop their Watson programming and enable them to experience the efficiency of an automated robot named Connie . • The first implementation of Connie within the hotel service was done on the property of Hilton in Virginia (Mathis, 2020 ) . (Mathis, 2020)  
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Overview of literature
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Technological acceptance model

* The theory analyses the behavioural pattern of the
stakeholders, majorly the customers and employees.

Unified Theory of Acceptance and Use of Technology

* The theory has been designed to address the utility of the
technology and its relatable outcome as per the
organisational objective.

* Performance expectancy : analysis from TAM and theory of

planned behaviour the performance expectancy of the

\technology is assessed thoroughly. /

1989

Technology Acceptance Model
|

Porcoived
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Intention to Usage
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Percelved
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(Lord, 2023)
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                         Overview of literature (Lord, 2023) Theory Technological acceptance model • The theory analyses the behavioural pattern of the stakeholders, majorly the customers and employees. Unified Theory of Acceptance and Use of Technology • The theory has been designed to address the utility of the technology and its relatable outcome as per the organisational objective. • Performance expectancy : analysis from TAM and theory of planned behaviour the performance expectancy of the technology is assessed thoroughly.         
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» Effort expectancy: the level of effort and skill required
for ease of operation of the technology is analysed
through the theory.

* Social influence: The acceptance and adaptability factor
of the society related to technological integration is
assessed .

* Facilitating condition: the high utility and innovation

notion delivered through the new technology creates a

facilitating condition that leads to further use within the

organisation to gain a competitive advantage.
(Cooper and Hall, 2019)
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                Contd … (Cooper and Hall, 2019) • Effort expectancy : the level of effort and skill required for ease of operation of the technology is analysed through the theory . • Social influence : The acceptance and adaptability factor of the society related to technological integration is assessed . • Facilitating condition : the high utility and innovation notion delivered through the new technology creates a facilitating condition that leads to further use within the organisation to gain a competitive advantage . 
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Impact of robotics within hospitality industry

Work efficiency

* According to Darcy et al (2012), the implementation of robotics has helped to
develop the work efficiency of the workforce.

Customer retention

* According to Mill (2012), technological integration has attracted a huge; level
of tourists and guests within the tourism industry after the pandemic period.

Cost control

* As per Dawson et al (2012), robotics helps to control labour costs and

implement cut-edge budget concepts within the organisation's performance.

(Darcy et al., 2012)
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                Impact of robotics within hospitality industry Work efficiency • According to Darcy et al (2012), the implementation of robotics has helped to develop the work efficiency of the workforce. Customer retention • According to Mill (2012), technological integration has attracted a huge; level of tourists and guests within the tourism industry after the pandemic period. Cost control • As per Dawson et al (2012), robotics helps to control labour costs and implement cut - edge budget concepts within the organisation's performance. Contd … (Darcy et al., 2012) 
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Application of technology in the hospitality sector

KCustomer management and room service are SQ

of the main areas which need to be focused on by

the hospitality industry to achieve goodwill.

* Delivering appropriate service and providing all-
time assistance develops a strong interrelationship
with the customer and leads to customer retention
(Ford and Sturman, 2020).

* The implementation of robotics brings a huge

change within the customer management and room

;~ SN service facility within the hotel service.
(Férd and Sturman, 2020)
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                Application of technology in the hospitality sector (Ford and Sturman, 2020) • Customer management and room service are some of the main areas which need to be focused on by the hospitality industry to achieve goodwill . • Delivering appropriate service and providing all - time assistance develops a strong interrelationship with the customer and leads to customer retention (Ford and Sturman, 2020 ) . • The implementation of robotics brings a huge change within the customer management and room service facility within the hotel service . 
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Strength

Customer tracking: robotics has helped to track the customer \
check-in and check-out time.

Less kiosk time: the auto-update checks and check-out time and
assistance with the robot Hilton Hotel has successfully reduced the
kiosk time of the guest.

Food management: excellent service has been delivered through
robotics within the Hilton hotel to analyse the food patterns of the
customers and introduce them to new cuisine as per their taste
buds (Cooper and Hall, 2019).

Luggage management: keeping track of the luggage and disposing
of it with the correct owner within the room service management
has been ensured through the robotics within the Hilton Hotel.

/

(Conrady and Buck, 2012)
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                Strength • Customer tracking: robotics has helped to track the customer check - in and check - out time. • Less kiosk time : the auto - update checks and check - out time and assistance with the robot Hilton Hotel has successfully reduced the kiosk time of the guest. • Food management: excellent service has been delivered through robotics within the Hilton hotel to analyse the food patterns of the customers and introduce them to new cuisine as per their taste buds (Cooper and Hall, 2019). • Luggage management: keeping track of the luggage and disposing of it with the correct owner within the room service management has been ensured through the robotics within the Hilton Hotel. C ontd … ( Conrady and Buck, 2012) 
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(Brotherton, 2015)

Limitation

Lack of human warmth: The human warmth that is
delivered through the room service to develop a strong
interrelationship with the customer fails through robotics.
Fails to act in an emergency: several emergency situations
emerge that need to be dealt with through critical thinking
and delivering appropriate problem-solving approaches.
High installation cost: the cost of installation and
maintenance of the robots are very costly for the hotel
organisation .

Technology dependency: high dependency on technology

makes it vulnerable to a high risk of technological

breakdown.
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                           C ontd … • Limitation • Lack of human warmth : The human warmth that is delivered through the room service to develop a strong interrelationship with the customer fails through robotics . • Fails to act in an emergency : several emergency situations emerge that need to be dealt with through critical thinking and delivering appropriate problem - solving approaches . • High installation cost : the cost of installation and maintenance of the robots are very costly for the hotel organisation . • Technology dependency : high dependency on technology makes it vulnerable to a high risk of technological breakdown . (Brotherton, 2015)        
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Future policy and management

ﬁata safety \

* It is highly recommended that Hilton Hotels majorly focus
on data safety.

Skilled IT employee recruitment

* Recruiting skilled IT professionals will deliver constant
support to the technological devices that are implemented
within customer service and room service management.

Financial stability

* Encouraging investors and forming an appropriate budget for
technological integration and management is highly

\\recommended to Hilton Hotel. /

(Harroch, 2020).
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                Future policy and management ( Harroch , 2020) . Data safety • It is highly recommended that Hilton Hotels majorly focus on data safety . Skilled IT employee recruitment • Recruiting skilled IT professionals will deliver constant support to the technological devices that are implemented within customer service and room service management . Financial stability • Encouraging investors and forming an appropriate budget for technological integration and management is highly recommended to Hilton Hotel . 
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Conclusion

/

within the hospitality management of hotels.

many more that can be achieved through it.

.

* The presentation has identified the significance of robotics

* The case study of Hilton Hotel has abbreviated the positive

impacts like cost management, better customer handling and

* Apart from that the limitations have also been addressed like
financial constraints, lack to act in an emergency by robotics

in CRM and room service management and many more.

N

_/

(Darcy et al., 2012)
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                Conclusion (Darcy et al., 2012) • The presentation has identified the significance of robotics within the hospitality management of hotels . • The case study of Hilton Hotel has abbreviated the positive impacts like cost management, better customer handling and many more that can be achieved through it . • Apart from that the limitations have also been addressed like financial constraints, lack to act in an emergency by robotics in CRM and room service management and many more . 
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            Thank you for your time, are there any questions or feedback?   
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Introduction

4 N

* Technology has become a major blessing within the service

industry to enhance their performance through it.

* The hospitality sector has implemented varied innovative
steps through technological integration .

* The major technological trends that are implemented within

the hotel include A, Chatbot, robotics and many more.

- y

(Cooper and Hall, 2019)
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                             Introduction • Technology has become a major blessing within the service industry to enhance their performance through it . • The hospitality sector has implemented varied innovative steps through technological integration . • The major technological trends that are implemented within the hotel include AI, Chatbot, robotics and many more . (Cooper and Hall, 2019)        


